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ABSTRACT 
 
Latar Belakang: Sebagai salah satu elemen penting dalam sistem pelayanan 
kesehatan, Puskesmas telah mengalami berbagai peningkatan kualitas dan 
kapasitas. Akreditasi merupakan suatu cara untuk mengukur dan meningkatkan 
kualitas pelayanan kesehatan. Salah satu tujuan peningkatan kualitas pelayanan 
adalah terpenuhinya kepuasan pasien. Penelitian ini bertujuan mengetahui 
pengaruh status akreditasi, faktor sosial ekonomi dan jenis asuransi pasien 
terhadap kualitas pelayanan dan kepuasan pasien di Puskesmas. 
Subyek dan Metode: Penelitian ini merupakan penelitian analytic observational 
dengan desain cross-sectional. Penelitian ini dilaksanakan di Puskesmas di Kota 
Surakarta dan Kabupaten Karanganyar, pada bulan Juni – Juli 2017. Sebanyak 8 
Puskesmas dengan 4 tingkat status akreditasi yang berbeda (tidak terakreditasi, 
dasar, madya, dan utama) dipilih dengan teknik consecutive sampling, dan 200 
subjek penelitian dipilih secara proporsional random sampling. Variabel terikat 
dalam penelitian ini adalah status akreditasi, tingkat pendidikan, pendapatan 
keuarga, pekerjaan dan jenis asuransi pasien. Variabel bebas dalam penelitian ini 
meliputi kualitas pelayanan dan kepuasan pasien di Puskesmas. Data diperoleh 
melalui kuesioner dan data sekunder melalui Puskesmas dan Dinas Kesehatan 
Kota. Data dianalisis menggunakan Path Analisys.  
Hasil: Kepuasan pasien dipengaruhi oleh akreditasi (b=0.39; SE=0.22; p=0.069), 
kualitas pelayanan (b=0.05; SE=0.02; p=0.022), tingkat pendidikan (b=-1.16; 
SE=0.48; p=0.017), dan jenis asuransi pasien (b=0.61; SE=0.31; p=0.044). 
Kualitas pelayanan kesehatan dipengaruhi oleh status akreditasi(b=2.22; SE=0.74; 
p=0.003), tingkat pendidikan (b=-4.51; SE=1.68; p=0.007), dan jenis asuransi 
pasien (b=2.79; SE=1.06; p=0.008), sedangkan pendapatan keluarga berpengaruh 
secara tidak signifikan terhadap kualitas pelayanan di Puskesmas ( b=-0.17; 
SE=0.11; p=0.123).  
Kesimpulan: Kepuasan pasien dipengaruhi oleh kualitas pelayanan kesehatan, 
status akreditasi, tingkat pendidikan, dan jenis asuransi pasien. Kualitas pelayanan 
di Puskesmas dipengaruhi oleh status akreditasi, tingkat pendidikan, dan jenis 
asuransi. Pendapatan keluarga tidak berpengaruh secara statistik terhadap kualitas 
pelayanan dan kepuasan pasien dalam penelitian ini. 
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ABSTRACT 
 
Background: Community Health Center, being one of the most important elements in 
healthcare system, has been promoted to improve its quality and capacity of services. 
Accreditation is a method that can be used to improve and to measure the quality of 
health service. Quality service improvement is expected to enhance patient satisfaction. 
This study aimed to investigate the asssociations between accreditation status, patient 
socio-economic factors, insurance type, patient perceived quality of service, and 
satisfaction at Community Health Center. 
Subjects and Method: This was an analytic observational study with cross-sectional 
design. This study was conducted at Community Health Center in  Surakarta and 
Karanganyar, Central Java from June to July 2017. A total of 8 Community Health 
Centers with different accreditation status (not accredited, lowest, medium, and highest) 
were selected for this study. A sample of  200 patients were selected from the 8 Comunity 
Health Centers by proportional random sampling. The independent variables were 
accreditation status, patient education level, family income, patient working status, and 
insurance type. The dependent variables were perceived quality of service and patient 
satisfaction. The data were collected by a set of pre-tested questionnaires.  Accreditation 
status was identified from the record at District Health Office. Data were analyzed by 
path analysis. 
Results: Patient satisfaction was associated with Commuity Health Center acrreditation 
status (b=0.39; SE=0.22; p=0.069), perceived quality of service (b=0.05; SE=0.02; 
p=0.022), patient education level (b=-1.16; SE=0.48; p=0.017), patient working status 
(b= ; SE= ; p= ), and insurance type (b=0.61; SE=0.31; p=0.044). Perceived quality of 
health services was associated by accreditation status (b=2.22; SE=0.74; p=0.003), patient 
education level(b=-4.51; SE=1.68; p=0.007), and insurance type  (b=2.79; SE=1.06; 
p=0.008). Family income did not show statistically significant association with perceived 
quality of health service (b=-0.17; SE=0.11; p=0.123).  
Conclusion: Patient satisfaction is associated with Commuity Health Center acrreditation 
status, perceived quality of service, patient education level, and insurance type. Perceived 
quality of health services is associated with accreditation status, patient education level, 
and insurance type. 
 
Keywords: patient satisfaction, perceived quality of service, accreditation status, 
Commuity Health Center 
  
